Process Maturity Self Assessment

Business Process: 

Process Owner:

1. Enterprise Alignment

1.1. Business processes are directly linked to the organization’s strategy and critical success factors.  
Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










1.2. We view our business as a series of processes, not departments.

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










1.3. Enterprise business processes are defined before launching improvement initiatives.

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










1.4. Department managers have a high level of interaction.

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










1.5. Key players understand the role of process management in improving performance.

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










1.6. Improvement efforts are prioritized according to strategic goals and current business plans.

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










1.7. Process management teams use a standard approach to navigate process analysis design.

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










1.8. Process performance is measured at the individual, process, and enterprise levels.

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










1.9. Customer need is considered our number one motivator.

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










1.10. We view customer complaints as an aid to improving our business.

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










1.11. People and cultural issues are effectively addressed when process changes are introduced.

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










1.12. Our employees do only the minimum amount of paperwork required to perform our core business activities.

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










1.13. ‘Red tape’ is not a hindrance to ‘getting the job done’.

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










	Enterprise Alignment
  
  
	Total Score:120

	1

score: 0-100
	2

score:101-200
	3

score: 201-300
	4

score: 301-400
	5

score: 401-500

	Initial
	Awareness
	Defined
	Managed
	Optimized

	
	1.2
	
	
	


2. Process Management










2.1. Processes have been mapped.

No










All

Processes
1

2

3

4

5 
Processes










2.2. Process owners have been assigned.

No










All

Processes
1

2

3

4

5 
Processes










2.3. The process owner has been trained in process management.

No










All

Processes
1

2

3

4

5 
Processes










2.4. The process owner has been trained in process improvement.

No










All

Processes
1

2

3

4

5 
Processes










2.5. The process owner has an executive level champion for support.

No










All

Processes
1

2

3

4

5 
Processes










2.6. The process owner’s compensations is partly dependent on process performance.

No










All

Processes
1

2

3

4

5 
Processes










2.7. Our processes are understood end-to-end.

No










All

Processes
1

2

3

4

5 
Processes










2.8. The process documentation is referred to often.

No










All

Processes
1

2

3

4

5 
Processes










2.9. Process documentation is used in new employee training.

No










All

Processes
1

2

3

4

5 
Processes










2.10. Our process documentation is updated whenever a change is made to the actual process.

No










All

Processes
1

2

3

4

5 
Processes










2.11. Process maps show the connections and interrelationships between processes.

No










All

Processes
1

2

3

4

5 
Processes










2.12. Process owners monitor process metrics and continuous improvement efforts on a regular basis.

No










All

Processes
1

2

3

4

5 
Processes










2.13. Process metrics are based on both management and customer needs.

No










All

Processes
1

2

3

4

5 
Processes










2.14. Performance information been captured for the past 2 years to show performance trends for each process.

No










All

Processes
1

2

3

4

5 
Processes










2.15. Performance of each process been benchmarked against internal or external benchmark process. 

No










All

Processes
1

2

3

4

5 
Processes










2.16. Customer interfaces of the process benchmarked.

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










	Process Management 
  
  
	Total Score: 300

	1

score: 0-100
	2

score:101-200
	3

score: 201-300
	4

score: 301-400
	5

score: 401-500

	Initial
	Awareness
	Defined
	Managed
	Optimized

	
	
	3
	
	


3. Process Redesign

3.1. Goals been developed based on a careful, fact-based analysis of process performance and environment and have the goals been linked to mission, customer needs, and current process performance.

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










3.2. Process goals been stated in measurable terms, such as cost, quality, and timeliness.

No










All

Processes1

2

3

4

5 
Processes










3.3. Goals drive process improvements that are valued by customers and stakeholders.

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










3.4. Goals for achieving process improvements are comparable to those achieved by industry leaders?

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










3.5. Performance gaps been identified where dramatic process improvements are needed, indicating candidates for business process redesign.

No










All

Processes
1

2

3

4

5 
Processes










3.6. Customers’ and stakeholders’ viewpoints included in making the priority selections.

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










3.7. A full range of improvement approaches considered in dealing with its improvement effort (continuous process improvement, outsourcing, streamlining, and privatizing).

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










3.8. It is apparent from the selection process that key players understand the tradeoffs involved in choosing one improvement approach over the other in terms of resources, costs, risks, return on investment, and time to complete.

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










3.9. Processes have been qualitatively (but not quantitatively) improved in the last twelve months.

No










All

Processes
1

2

3

4

5 
Processes










3.10. Processes have been quantitatively improved in the last twelve months.

No










All

Processes
1

2

3

4

5 
Processes










3.11. Potential process changes are simulated to test outcomes prior to implementation.

No










All

Processes
1

2

3

4

5 
Processes










3.12. Processes have been statistically optimized.

No










All

Processes
1

2

3

4

5 
Processes










	Process Redesign 
  
  
	Total Score: 150

	1

score: 0-100
	2

score:101-200
	3

score: 201-300
	4

score: 301-400
	5

score: 401-500

	Initial
	Awareness
	Defined
	Managed
	Optimized

	
	1.5
	
	
	


4. Service Level Management

4.1. Have internal/external customer base and type of customer been identified?

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










4.2. Identify the customers’ current and anticipated needs, expectations, and priorities?  

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










4.3. Are the external/internal customer requirements used to make major decisions about strategic goals, budgeting, and resource allocations?  

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










4.4. Has analysis been done on products and services for alignment with customer and stakeholder needs and business goals?

Strongly









Strongly

Disagree 
1

2

3

4

5 
Agree










4.5. Has analysis been done on products and services for delivery in ways that best meet customer and stakeholder needs?

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










4.6. Key players understand the role of service level management in improving performance.

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










4.7. Have OLAs and UC have been identified/created?

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










4.8. Is a Service Catalog in place and used by the customer?

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










4.9. SLAs have been created and agreed upon by the customer.

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










4.10. Annual reviews of SLAs are done and acted upon.

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










4.11. Service level results are reported to customers and stakeholders on a regular bases.

Strongly









Strongly

Disagree
1

2

3

4

5 
Agree










	Service Level Management  
  
	Total Score: 180

	1

score: 0-100
	2

score:101-200
	3

score: 201-300
	4

score: 301-400
	5

score: 401-500

	Initial
	Awareness
	Defined
	Managed
	Optimized

	
	1.8
	
	
	


	Overall Process Maturity 
  
  
	Total Score:_________

	1

score: 0-100
	2

score:101-200
	3

score: 201-300
	4

score: 301-400
	5

score: 401-500

	Initial
	Awareness
	Defined
	Managed
	Optimized

	
	1.9
	
	
	


Results:
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